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Many older people in the United States cannot afford to retire. Difficult https://www.performance.gov/cx/
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decisions and overwhelming complexities during retirement make for a
stressful transition. Nearly nine out of ten people aged 65 and older receive
Social Security retirement benefits, and Medicare covers nearly 64 million
people. Yet navigating the process to claim retirement benefits and enroll in
Medicare can be time-consuming, confusing, and complex for new enrollees.
For example, people may have to share the same information with multiple
government agencies. Thresholds of eligibility for senior support programs also
differ and can change based on age at this time, resulting in individuals missing
out on critical supports for which they are eligible.

The team spoke with: To start, we listened to people’s stories.
42 seniors
40 Medicare and Social Security experts The team spoke with people nationwide about this moment in their lives

and where the government process could have been simpler and more
helpful. The listening sessions captured honest conversations about people’s
experiences, candid feedback on what could have worked better, and what
really made a difference for them.

We learned about some of the biggest pain points we have
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Experience Milestones

Joan
Age 62

Former retail employee

Divorced
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Josephina

Age 65

Construction worker
Single

Auto mechanic
Married

o

Story Excerpts

These story excerpts are composite representations of the actual people the team
spoke with. The quotes and stories come directly from these conversations, but
names have been changed.
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“I met a guy who was a [ride-share] driver. I would
ride with him to work and he told me he helped
people with their retirement. He gave me his
business card. I gave him a call.”

“You can’t figure out who to trust, it’s too much. I can’t
imagine people who didn’t have professional skills, jobs,
education. You've got to do something to alleviate that
whole system. How do you find out what’s right for you
and who to trust?”

“I can’t really think about tomorrow if I have to
concentrate on today. It’s so hard day-to-day that
I don’t get caught up with what will happen next
year as far as income.”
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